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A B S T R A C T 
In today ' s business environment, Management of quality has become the major 
concern of all the Organizations and quality has given a much broader meaning than 
before to meet the increased global completion. Focus on quality is now required to 
address the overall organization from the top to the bot tom irrespective of the nature 
of the business. In today's global market, customers require that their expectations and 
needs are continually met. To ensure the customer's needs, ISO 9000 quality standards 
were developed in 1987 by International Organization for Standardization (ISO). 
Loadstar (Pvt) Limited is a BOI approved, 100% export oriented company in Sri 
Lanka, manufacturing Industrial Tyres and related accessories. It is a joint venture 
with Solideal, Belgium, a global company in industrial tyres, and Loadstar (Pvt) Ltd, 
which is a subsidiary of Jinasena Limited. 
In 1997 Loadstar was awarded with ISO 9002 certificate. Currently it is practicing 
ISO 9000:2000. 
This research aims to study two scenarios. One is to see the improvements in business 
performance at LS through the implementation of ISO 9000. Second, is to evaluate 
the company in the context of total quality management taking Malcolm Baldrige 
model as a framework. The study was carried out by the analysis of records 
maintained at loadstar factories, Literature surveys, interviews and questionnaire. 
The implementation of ISO 9000 at LS factories has lead to several positive outcomes 
in their business performances. The improvements in human resources development, 
internal operations management, management 's perceptions of performance with 
regard to customer satisfaction and product quality are the main improvements 
achieved by Loadstar. Having implemented ISO 9000, still there are some areas in the 
supply chain such as product packaging and delivery, which need to be improved. 
Through proper training programs, increasing interdepartmental coordination, 
introducing a team reward system to delivery and packing departments, those week 
areas could be strengthened. 
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Based on Malcolm Baldrige model the company scored 740 marks out of 1000. Based 
on the model it can be suggested that the company has an effective systematic 
approach responsive to multiple requirements of the item and current changing 
business needs is evident. The company has no significant gaps compared to T Q M . 
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A B B R E V I A T I O N S 
L S - Loadstar (Pvt) Ltd. 
M B N Q A - Malcolm Baldrige National Quality Award 
N I S T - National Institute of Standards and Technology 
T Q M - Total Quality Management 
SLSI - Sri Lanka Standard Institute 
ISO - International Organization for Standardization 
Q M S - Quality Management System 
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